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Manual For Basic Management Training

Introduction

This course intense to provide the participants with basic knowledge on
the management and the management process.

At the end of the Basic Management Training, the participants will have:

 - Explained the concept, Functions of management.
 - Defined at least three styles of management.
 - Explained pedagogy versus andragogy, and their meaning in

management.
 - Identified steps in team building.
 - Analyzed their leadership skills and qualities.
 - Identified the reasons for their center’s strong and weak

performance.
 - Identified ways to increase the center’s personnel performance.
 - Used communication as a management process.
 - Justified the use of MIS for making decision and enhancing quality

of care.
 - Identified behaviors, skills, and tools needed for supervision,

monitoring, and evaluation.

Pathfinder International would like to express its thanks and gratitude to
Dr. May Al-Hadidy and Dr. Wisam Kradsheh and Pathfinder staff for
their gallant efforts in the production of this manual.

Dr. Diaa Hammamy

Chief of Party/CPP project
Pathfinder International
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Methodology

Using Adult learning methods
 •  Materials depends, participants needs using:

a) Audio-visual materials
b) Flip charts
c) Transparencies
d) Handouts

 •  Depends on group discussion
 •  Depends on small working groups
 •  Practicing the new skills
 •  Create an environment similar to their working place environment
 •  Using case studies
 •  Using role plays
 •  Using fun
 •  Using checklist

By the end of the workshop the participants will have the knowledge,
skills, attitude, in these subjects:

Knowledge

1.     Andragogy (Adult learning theories)
2.     Concept; functions, and steps in management
3.     Communication, methods and components of communication
4.      Leadership, personnel management, team building process, styles
         of teams
5.      The importance of sustainability; ways; concepts; importance
6.      Audience identification in continuous quantity cycle methods, the
         importance of change process of innovations
7.      Performance Concepts, methods of staff developments,
         supervision,  monitoring, evaluation, motivation
8.      MIS, as a strong tool for managers, components, concepts
9.      Commodity management
10. Needs, Managing the stocks
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Skills

 •  Principles of public speaking
 •  Roles of feedback
 •  Reflections
 •  Where are we
 •  The ability to use transactional analysis as a
    communication skill
 •  How to prepare work plan
 •  Be able to be a good listener
 •  Be able to solve problems
 •  Be able to build a team
 •  Be able to determine missions, goals, objectives
 •  Be able to analyze patients’ flaw and improve it
 •  Be able to identify the strong and weak points in
    their centers
 •  Be able to assess training needs
 •  Be able to evaluate
 •  Be able to write an evaluation plan

Attitude

Participants attitude as manager’s towards the staff and the clients should
be:
 •  Dealing with respect, and dignity
 •  Their attitude should be directed towards excellency
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Specific Objective # 1: Introduce the trainers and participants to
each other.

CONTENT
Knowledge/Attitudes/Skills

Training/Learning Methods

Introducing Trainers and
participants

Conclusion for matches game
1. Ice breaking.
2. Fun way to present ourselves.
3. Time management (we have

limited time as managers).
4. Precious and concise.
5. We always must be aware about

what is going out side.

Introduction

The Trainer(s) should :

Greet participants; introduce
himself and the participants by
using the “matches game” each
individual lights a match and
introduces himself as long as the
plans is on.

 - Ask participant about what is
the benefits of this way (fun) of
introducing themselves as
managers.
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Specific Objective #2: Determine the trainees needs.

CONTENT
Knowledge/Attitudes/Skills

Training/Learning Methods

Training Needs Assessment

Purpose
1. The professionals always want

to know what they need to
improve their work.

2. Adult should determine what
they want to learn (Let people
get involved).

3. Facilitator should establish his
training program according to
trainees needs.

4. Inform the Trainer about what
Trainees know and don’t know.

The trainer should:
discuss the purpose of the needs
assessment and its evaluation

Pass out copies of results of the
needs assessment Questionnaire

Ask each participant to read one
statement
(See handout 2-1)
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Specific Objective #3: Define the participants’ expectations of the
course.

CONTENT
Knowledge/Attitudes/Skills

Training/Learning Methods

Define Participants’ expectations of
the workshop (course)
(See Transparency 3-1)

The trainer should show them the
(drawing) on transparency, and
explain the general idea of it.

1. What do you hope to
accomplish during this course?

2. Do you anticipate any
difficulties during the course?

3. What will you be missing at
work?

4. How do you think this training
will help you at work?

 - The participants should answer
    these  questions
 -  Make notes of all their
    expectations
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Specific Objective #4: Provide suggestions for effective participation
in the “Basic Management Training”.

CONTENT
Knowledge/Attitudes/Skills

Training/Learning

Suggestions for effective
participation
Do:
 •  Ask a question when you have

one
 •  Feel free to share an illustration

 •  Request an example if a point is
not clear

 •  Search of ways in which you
can apply a general principle or
idea to your work

 •  Think of ways you can pass on
ideas to your subordinates and
co-workers

 •  Be practical-Do not
automatically accept everything
you hear

The trainer should:
 •  Ask participants for suggestions

for effective participation
 •  Give participants additional

suggestions
 •  Ask a participant to record the

suggestions of the participants
on flip chart

Do not:
 •  Try to develop an extreme

problem just to prove the trainer
doesn’t have all the answers

 •  Assume that all topics covered
will be equally relevant to your
needs,

 •  Take extensive notes, the
     handouts will satisfy your needs
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Specific Objective #5: Introduce the goal of the training and the unit
objectives

CONTENT
Knowledge/Attitudes/Skills

Training/Learning Methods

Workshop goals and objectives Review of Objectives and agenda

The trainer should:
 •  Ask each participant to read one

objective
 •  Through discussion; determine

the clarity of objectives,
agreement/disagreement on
objectives and areas to consider
for revision
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Specific Objective #6: Introduce the exercise “Where are we?”

CONTENT
Knowledge/Attitudes/Skills

Training/Learning Methods

Where are we?

Starting each day with “where are
we?” is our opportunity to share
insights, clarify issues, resolve
problems, and review important
materials we need to remember so
that each of us can get the most out
of the course and each day’s
experiences
(See handout 6-1)

The trainer should:
1. Explain that “where are we ?”

requires the active cooperation
of the participants; so be certain
to make their role clear.

2. Explain that “where are we?
    will be a regular feature of the
    beginning of each day during the
    training sessions
3. This activity should be used as

an opportunity to share insights,
clarify issues, resolve problems
and review important materials
that the participant need to
remember so that everyone can
get the most out of each day.

4. Problems identified during the
(where are we?) session, should
be resolved before continuing
on with the day’s work.
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Specific Objective #7: Reflection

CONTENT
Knowledge/Attitudes/Skills

Training/Learning Methods

Reflection

After a full day of activities we
need to take time to look over what
we have done and examine what it
means to us individually.
This is a method to explore how,
what we have learnt could be
applied in a broader setting
The reflection activity will be our
opportunity to conduct analysis and
for participants and trainers to share
feed back.
At the end of each day we will use
this activity to reflect on the day’s
work..
(See handout 7-1)

The trainer should:
 •  Explain that at the end of the

day’s activities the
“Reflections” activity will be
performed.

 •  Be sure to close each day’s
activities with a session of
“Reflections”

 •  Make a note of the participants
and trainer’s feedback, and
attempt to address ideas and
concerns during the discussion
and during the following days
lesson plans.
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Specific Objective #8: Communication as a management tool.

CONTENT
Knowledge/Attitudes/Skills

Training/Learning Methods

Definition of communication:

1- Passing information from one
 person to another by any mean

2- Types of interpersonal
     Communication:

 • Verbal
 • Non verbal
Managers need to explain the
many different non-verbal and
verbal behaviors they use when
communicating with staff or
clients.

Verbal Communication :
 • Is not effective in
    management
 • Verbal instruction do not
    increase performance

Non verbal communication:
It’s a complex and often
unconscious mixture of actions,
behaviors and feelings which reveal
the way we really feel about
something.

Positive non verbal communication
includes:

 • Leaning towards the staff
 • Smiling without showing
    tension
 • Facial expression which
    shows concern and interest
 • Eye contact
 • Encouraging supportive
   gestures such as nodding  one’s

       head.

 •  Learning  exercise No. 1
 •  Trainer should ask all

participants to leave the room
except one

 •  The trainer will read for
him/her a text from a newspaper

 •  This participant has to tell what
was read for him/her to another
participant etc...

 •  The last participant has to tell
the others about the information
she/he had received

 •  Trainer should ask:
    - What will happen?
 - Why information was
    distorted ??
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3 Components of effective
   communication:
   (See transparency 8-1)

 • Sender
 • Receiver
 • Message
 • Feedback
 • Channel
 • Media
 • Media for feedback

 •  Learning exercise No. 2
    (See handout 8-1)

”Is it communication ?”
 • Pass out the handouts 8-1 “Is
    it communication” for each
    participant
 • Trainer will ask each
    participant to read one
    statement and give feedback
 • Trainer should show the
    transparency 8-1 “components
    of communication”

 •  Learning exercise No. 3

 •  The trainer should ask the
participants to form pairs

 •  One person should talk for five
minutes about a personal
problem or concern

 •  The others should try to
communicate and show interest
and understanding and help in
any way s/he wishes (non
verbally)

 •  Have the pains switch votes and
repeat the exercise for 5 minutes

 •  Stop and allow 2-3 minutes for
the pairs to talk freely to each
other

 •  Question to raise :
1- how did it feel to talk for 5

uninterrupted minutes?
2- How did it feel to be

prevented from talking?
3- Did you feed your partner

understood you?
4- Did anyone feel helped (why

or why not)?
5- Why is silence so difficult to

tolerate?
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Specific Objective #9: To Demonstrate how to provide feedback.

CONTENT
Knowledge/Attitudes/Skills

Training/Learning Methods

 •  Definitions of feed back:-
    Feed back is a communication
    method for receiving or giving
    information about behavior.

 •  General rules of feed back:-
    (See handout 9-1)
 •  At an appropriate time
 •  Directed to the person
 •  In the form, I observed; I feel
 •  Don’t  make judgement or give
    advice
 •  Feed back should be received by
    listening only

 •  The trainer should :
 •  Introduce the definition  of

feedback;
    general rules for providing
    feedback
 •  Explain to participants that these

rules are important and that later
in the training they will be
providing feed back to each
other as they conduct portions of
the training.

 •  Flip chart
 •  Writing the values
 •  Making no justification
 •  Asking only for clarification
 •  Acknowledging the feedback
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Specific Objective #10: To understand the concept of interpersonal
communication theory.

CONTENT
Knowledge/Attitudes/Skills

Training/Learning Methods

 •  Transactional Analysis (T.A.A)
 •  Eric Bern Theory
 •  3 Aspects of T.A.A “Diagram of

the personality”
 •  NP (nurturing parents)
 •  CP (Critical Parent )
 •  A (Adult)
 •  AC (Adaptive child)
 •  NC (Natural child)

Manager level must match the level
of communication of the staff.

 •  Trainer will ask participants
    How we communicate?
 •  Trainer will tell the participants

that there is one theory that said
we are not communicating
appropriately

 •  Trainer will show the
participant:-

 •  Transparency
 •  The components of personality
 •  Learning exercise No.3
    Diagrams of Transaction
 •  Pass out 3 papers with different
    Statement (See handout 10-1)
 •  Each participant will read and
    answer it
 •  Trainer should tell participants

that their verbal level of
communication must match the
level of communication of the
staff
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Specific Objective #11: Understand Androgogy Vs. Pedagogy.

CONTENT
Knowledge/Attitudes/Skills

Training/Learning Methods

Identify the three basic principles
of adult learning:
1- Active learner participation
2- Supportive environment
3- Independent learning experience

(See handout 11-1)

Identify the training styles
1- Authoritarian
2- Democratic
3- Laissez faire
     (See Transparency 11-1)

Identify the difference between
Adult learning theory and
traditional education
-Traditional Education it is the
  empty vessel theory
-Adult learning theory 2 types
a- Didactic “Teacher student
    theory”
b- The experiential Theory

Learning exercise No. I
 • The trainer should ask the
    participants to divide in pairs
    and to interview each other
    about the happy and sad
    events in their life.
 • Every one will present the
    Other’s life line on a flip chart

 • Exercise 2
 • The trainer should ask the
    participants to draw
    requirements in 2 different
    instructions
 • See handout (11-2) to  

        understand the different
        styles of training and its
        relation to managerial style.

 • Through group discussion the
  participants will realize the

   differences between theories
    (See handout 11-3)
 • Transparency (Adult learning
    theory) (See handout 11-2)
 • Transparency, (Empty Vessel
    theory) (See handout 11-3)
    (See handout 11-4)

Identify the basis of experiential
Theory (See Transparency 11-4)
- Modeling
- Repetition

- Shock

The trainer should explain to the
participants the following:-
- Modeling by facilitator
- Repetition on the part of the
   learner
- Shock or surprise to attract and
   hold the participants attention as a
   way of learning
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Specific Objective #12: Management /Identify Management Concept
and Functions.

CONTENT
Knowledge/Attitudes/Skills

Training/Learning Methods

Definition of management:-
The accomplishment of planned
objectives through term in a
suitable environment  

Four functions of management:-
1- Planning
2- Organizing
3- Directing & Supervision
    (Implementation)
4- Evaluation

(See transparency 12-2)

Trainer should
 • Ask the participants to write
    definitions of management as
    they understand it
 • Ask one of the participants to
    write the definitions on a flip
    chart
 • Trainer should find the
    similarities and common items
    between all definitions,
    example WHO definition of
    health
 • Transparency 12-1

        I WE TASK
 • Definitions of management

 • Trainer should ask the
    participants about functions of
    management, group discussion
 • On a flip chart draw a
    management process circle

        (See transparency 12-2)
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Specific Objective #13: Management /Understand the management
process and the managerial skills, Management Concept, Functions,
and XY Theory.

CONTENT
Knowledge/Attitudes/Skills

Training/Learning Methods

 • The management process

 • Managerial Skills
1. Conceptual skills
2. Human Relations Skills
3. Technical Skills

    (See transparency 13-1)

 • XY Theory means:
It is Doglas Mc.Gregers theory.
The employees are two types
according to their behavior:-
a) X type characterized by:

1- the X employee does not
like to work.

2- He does not like
responsibility.

3- He needs guide and
supervision in his work.

4- Punishment only
motivates him to work.

5- He is  first to take his
salary.

b) Y type employee
characterized by:
1- Employee likes his work.
2- Employee is creative.
3- Employee likes to be a

leader
4- S/he is creative.
5- Encouragement and

support motivate him but
not banishment.

 • (See transparency 13-2)
 • Group Discussion

 • Trainer should explain the
    managerial skills and their
    importance according to
    managerial level
 • Show transparency #  (13-1)

 • By shocking, trainer will ask
    participants about XY theory
    and use in management, the
    trainer should ask participants:

1- What does it mean in
    management?
2- Do you think you are X or

Y?
3- What do participants think

about his/her employees?
4- Why do you think he/she

will do that?
5- The style for adult people

is to be Y.
6- Pass out a manager’s check

list (See handout 13-1)
7- Pass out “Do, and Do not

as managers handouts”
(See handout 13-2)
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Specific Objective #14: Center program presentations including
specific objective and identifing the reasons of their center’s strong
and weak points

CONTENT
Knowledge/Attitudes/Skills

Training/Learning Methods

 • Identify the strong and weak
    points in their centers
 • Experience the way of public
    communication (presentations)
    (See handout 14-1)

 • Trainers will divide the
    participants to 3 groups
 • Each group will write the
    strong and weak points in one
    functioning center
 • One participant from each

        group will present
 • Other participants should give
feedback.

(See handout 14-2)
1. Principles of public speaking.

(See transparency 14-1)
2. Guidelines for successful

public speaking.
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Specific Objectives #15: Program planning (Use of matrix) to
experience the steps of planning.

CONTENT
Knowledge/Attitudes/Skills

Training/Learning Methods

 • To know the steps of
    planning according to its
    priority

 • Learning exercise no. 1
 • Divide the participants to
    three groups
 • Every group will select one
    envelope within the matrix
 • Each group has to arrange the
    matrix according to the steps

        of planning
 • Presentations and group
   discussion.

 • Hand out 15-1
1. Matrix
2. Learning objectives.

“SMART”.
Specific

     Measurable
     Appropriate
     Realistic
     Time bound
3. Goals oriented behavior.
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Specific Objective #16: Understand the steps of Adult learning:

CONTENT
Knowledge/Attitudes/Skills

Training/Learning Methods

Identify the steps of Adult learning

There are 4 steps  of adult learning
1- Unconscious incompetence
2- Conscious incompetence
3- Conscious competence
4- Unconscious competence

(See transparency 16-1)

 - The trainer should ask the
    participants to write their names
    using their right hand .
 - The trainer should ask them to
    write their name using their left
    hand and compare
 - The trainer should ask the
    participants to write their names
    several times using their left
    hand.
* Conclusion
   1) Skills obtained from repetition
   2) Knowledge obtained from

   experience, ASK the
   participants about the relation
   between these steps and the
   level of competency of their
   workers.
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Specific Objective #17: Identify steps in team building

CONTENT
Knowledge/Attitudes/Skills

Training/Learning Methods

 • They will know the
    importance of  team work
 • Steps of team building
 • Team is important for:-

-  Problem solving
- Achieving goals
- To increase productivity

        - Improve performance of
          members

 •  Types of Teams
     1. Creative
     2. Team Work Team
     3. Quality Improvement Team

Learning exercise No.1
 • Divide the participants into
    two groups O & X

 • Each group should try to fill
    more “lines” than the other
    group with O or X
 • Trainer should ask the
    participants
 • What is a team?
 • Why is team important?

 • Types of teams:-

    Using Brain storming and
        examples from the life.

 •  Stages of team building:-
    - Forming
    - Storming
    - Normalizing
    - Performance

 • Trainers will explain to the
    participant the stages of team
    building through  group
    discussions.
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Specific Objective #18: Quality Circle: Using a quality circle as a
management tool for continuing quality improvement.

CONTENT
Knowledge/Attitudes/Skills

Training/Learning Methods

 • Quality Circle
    Is a way to identify
    problems and find ways to
    solve them.

The trainers should:-
 •  Generate ideas from the
    participants by brainstorming
    about the problems that they can
    prevent in their centers.
 •  Write on a flip chart all
    the problems
 •  By voting, determine the most
    important problem
 •  Encourage the participants to
    suggest the better solutions for
    the chosen problem
 •  Show a Transparency about

steps of problems solving

(See handout 18-1)
    Problem solving principles.
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Specific Objective #19: Leadership: Identify characteristics of
leadership and styles.

CONTENT
Knowledge/Attitudes/Skills

Training/Learning Methods

Leadership:-
 • List the characteristics of a
    leader.

 • Styles of leaders (See
    transparency 19-1)

 • Learning exercise No. 1
 • Divide the participants into
    pairs
 • Each participant have to
    describe to his/her partner
    something he/she had done
    against odds for which he is
    proud.
 • Trainers will ask:-

 - What were the obstacles
 - Who helped them?
 - Why was he proud?

(See transparency 19-2)
    What makes a leader

Characteristics of  a leader
 • Ask for help
 • Vision
 • Out of ordinary
 • Decision maker
 • Enable others to act
 • Does not give up

1. Through group discussions,
trainer will ask if there are
diferent styles of leaders or
not and the characteristics of
a leader

2. Ask participant to identify
themselves with a style.

3. Trainer will show a
transparency on styles of
leadership
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Specific Objective #20: Mission/Goals/Objectives: To experience how
to develop a work plan.

CONTENT
Knowledge/Attitudes/Skills

Training/Learning Methods

 •  Component of work plan are:
 •  Vision
 •  Goals
 •  Objectives
 •  Activities
    (See handout 20-1)

Characteristics of good objectives
SMART
(See transparency 20-1)

Exercise No. 1

 • Trainer should divide
    participants into three groups
 • Pass out small cards with the
    components of work plan and

        other cards with the definitions
        of each component

 • Ask each group to match the
    different components of the
    workplan with the suitable
    definition.
 • Every group should present
    the result
 • On a flip chart the trainer
    should write the characteristics
    of good objectives.
 • Through group discussion
    clarify the SMART.

Exercise No. 2

 �  Trainer should divide
participants in to three groups.
And ask each group-to write a
work plan for their center.
 �  Every group should present
their work plant.
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Specific Objective #21: Sustainability:
 To develop plans/strategies for sustainability of the centers.

CONTENT
Knowledge/Attitudes/Skills

Training/Learning Methods

 • Definition of sustainability

        Sustainability means that the
        organization is able to:-
    1- Continue its activities

   2- Meet its objectives year
       after year

        3- Make new plans for the
    future

        4- Fulfill those plans despite
            changes in the work
            environment

 • Organizational stability
 • Creating demand for services
 • Achieving greater control   
    over resources

Requirements for stability of an
organization:-
1. Develop strong innovative

leadership
2. Recruit and reward excellent

staff
3. Strengthen management system
    (Management activities) by :
    - Tools
    - Techniques

4. Respond to changing
environment

5. Conduct operations research to
test new approaches

 • Trainers should ask
    participants using
    brainstorming:-
 • What do you understand
    about the sustainability of
    your centers ?
 • What makes the organization
    sustainable?
 • On a flip chart our
    participants will write the
    answers.

Trainer should ask the participants:

 • What makes an organization
    Stable?
 • Exercise No.1

 • Divide the participants into
    three groups
 • On a Flip chart
    participants have to write the
    requirement for stability of
    their centers
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Specific Objective #22: Process of Innovation:
To explains the use of diffusion of innovation in the work.

CONTENT
Knowledge/Attitudes/Skills

Training/Learning Methods

Causes of change
(See handout 22-1)

Steps of change
(See handout 22-2)

 • Innovation curve: shows time
    and kinds of acceptors for
    innovation process and their
    characteristic
    (See transparency 22-1)

 • Trainer should divide the
    participants to pairs
 • Each one will interview his
    partner about any change, he
    will practice in the future,
    resources, obstacles, and goal
    he wants to achieve
 • Each participant presents his
    partner

 • Trainer should ask the
     participants:
     - What would be the behavior
        of different groups for any
        change? Through “group

            discussion”

 • Trainer should show
    transparency #  (22-1)
    (Innovation Curve)
 • Trainer should ask
    participants to define where is
    their client on this curve”.
 • Trainer should ask
    participants:
    - Why do people change their
       behavior
 • Steps of change
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Specific Objective #23: Supervision:
To Understand the concept of supervision.

CONTENT
Knowledge/Attitudes/Skills

Training/Learning Methods

Supervision:
1. Definition of supervision:-
    A combination of measures

aimed at assuring effective
    accomplishment of activities and
    increased competence.
2. Purpose is to guide, support and

assess staff to perform well, in
carrying out their assigned tasks

3. “Characteristics of Supervisor”
a. Supportive & encourage staff
b. Advocator for worker (staff)

Rights
c. Evaluator and monitor

activities
d. Guidance and Trainer
e. To assess the resources and

logistic

 •  You Supervise people
 •  You monitor activity
 •  You evaluate plans

 • Trainer should ask the
    participants:

        - What is supervision and the
       purpose of supervision

 • Through group discussion
    and brain storming
 • Trainer should ask
    participants about the

        characteristics of a supervisor
        on flip chart

 • Trainer should explain the
        difference between
        supervision, monitoring
        and evaluation
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Specific Objective #24: Supervision:
To identify tools needed for supervision.

CONTENT
Knowledge/Attitudes/Skills

Training/Learning Methods

Tools for supervision
1.     Task Analysis
2.     Direct observation
3.     Exit interview
4.     Check list
5.     Organizational chart
6.     Job description
7.     Work plan
8.      Standards & guidelines
9.      List of medications and
         equipment
10. Supervision checklist

Learning exercise
 • (Task Analysis)
    (See handout 24-1)
 • Divide the participants into 3
    groups
 • Each group choose one
    subtask for IUD insertion
 • Identify knowledge needed,
    attitude, skills and learning
    experience to perform this
    subtask in a proper way
    according to CPP standards
 • Presentations of Groups
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Specific Objective #25: Audience Identification:
To define characteristics of participants’ audience and identify their
needs.

CONTENT
Knowledge/Attitudes/Skills

Training/Learning Methods

 • Audience (Target Group):-
    - Internal
    - External

 • Classifications of Audiences
    1. Primary
    2. Secondary
    3. Tertiary
    4. Quaternary
        (See transparency 25-1)

 • Trainer should ask the
    participants to identify their
    target group
 • Group discussion
    Give an example of
    vaccination and target group
 • Using transparency, the
    trainer should explain those
    classifications and definitions
    of each group
 • Trainer should ask
    participants “after the
    identification of their
    audience”, about the need of
    each group and how can s/he
    assist their needs.
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Specific Objective #26: Client Management:
To improve management of clients .

CONTENT
Knowledge/Attitudes/Skills

Training/Learning Methods

1- Client flow analysis
    Bottle neck Definition:
    is a place where the client
    spends the longest time to  
    receive the service

 • Learning exercise No.1
 • Divide the participants into 3
    groups
 • On a flip chart, each group
    have to draw a client flow
    chart in one center
 • They have to determine the
    bottle neck in the center
 • Each group should present
    this chart

 • Example way of improving
    client flow:-

1- Decrease waiting time.
2- Activate the appointment

system.
3- Decrease Number of stops

for each service.
4- Writing the name of each

clinic.

 • Through brainstorming:-
    Determine the ways of stream
    lining of client route
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Specific Objective # 27: COACH/Understand “Coach” as an
important managerial skill.

 

CONTENT
Knowledge/Attitudes/Skills

Training/Learning Methods

COACH
(See transparency 27-1)
Clear Performance
Openness to learning
Assess Performance
Communications
Help and follow up

 • Use checklist as a method for
    staff development

        (See handout 27-1)

Tools for COACH
(See transparency 27-2)

 • Lectures
 • Questionnaires
 • Case Study
 • Role play
 • Discussion groups
 • Skill practice
 • Check list

 • Trainer by shocking should
    ask  the participants
 • How do you understand the
    role of a manager as COACH?
 • Group discussion
 • Show transparency (COACH)
    No. 1

Learning exercise
 • Coach skills inventory
    (Check list)
 • Pass out all check list to all
    participants
 • Each participant for himself
    will answer the question and
    assess himself as a COACH
    manager
 • Trainer should give a small
    lecture about tools needed for
    a COACH
 • Show transparency # (27-2)
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Specific Objective #28: Performance Analysis Objective:
To identify ways to increase centers’ personnel performance

CONTENT
Knowledge/Attitudes/Skills

Training/Learning Methods

Causes of low performance
1. Lack of training
2.Lack of motivation
3. Rapid turn over
4. Overload
5. Regain rules
6. Ineffective inter-personal

relations
7. Managerial problems

Identify training needs through:
 • Observation
 • Questionnaire
 • Exiting interview
 • Job description
 • Task analysis

Goals of training
To get skills
To update old skill
To motivate staff
To increase performance

 • Trainer should ask
    participants about the causes

        of low performance in their
       centers
”Through brain storming”

 • Write answers on a flip chart
 • Group discussion
 • Trainer should show use
    Transparencies
 • (Performance gap):
    (See transparency 28-1)

Case study (See handout 28-1)
 • Divide the participants to
    3 groups
 • They have to find out the
    performance problem
 • Put solutions
 • Presentations of the
 • Show transparency
    (performance analysis tree):
    (See transparency 28-2)

 • Trainer should ask about the
    goal of training
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Specific Objective # 29: To review the commodity management
process

CONTENT
Knowledge/Attitudes/Skills

Training/Learning Methods

Review the commodity
management process

1)  For providing high quality
services to the clients

     (No stock out)
2) (Different options are available
    all the time) quality care.

 • Learning exercise
 • Divide the participants into 3
    groups, each group has to
    discuss the process of
    commodity management
    system in the chosen center
 • Presentation of the
    commodity process by every
    group alone

 •     Trainer should ask the
        Participants using brain
        storming
        “Why is it important to have

    an organized commodity
    system in their centers ?.”
 • Write the answers of
    participants on a Flipchart

Steps of Distribution
1.  Receiving shipment of

contraceptive
2.  Storing contraceptive
3. Transporting contraceptives

from the warehouse to next
distribution point

4. Managing inventory

Commodity management is
important for:
1. Decision making
2. Stock out
3. Client flow
4. It affects the quality of service

Through group discussion ask the
participants:

 • How do you determine the
    quantity of each kind ?
     (See handout 29-1)
 • What are the steps for the
    distribution of contraceptives ?
 • Are you storing your supplies
    in a proper way and how?
    (See handout 29-2)
 • Is there a storage guidelines
    to be followed ?
 • Trainer will draw the cycle of
    Contraceptive supply

        management on a flip chart
 • Pass out for each participant
    storage checklist
 • Trainer should ask the
    participants why as a manager
    I need to know about
    commodity   management.
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Specific Objective #30: Performance Analysis Motivation:
To identify methods and principles of motivation

 

CONTENT
Knowledge/Attitudes/Skills

Training/Learning Methods

Maslow Theory(see handout)
(See transparency 30-1)

 • Trainer through a short
    lecture should clarify the

        Maslow’s Hierarchy of needs
 • Show transparency
 • Through group discussion,
    identify the relation between

        staff need and Maslow’s
        Hierarchy of needs

A Manager as a good motivator
(See handout 30-1)

 • Pass out check lists “How
    good of a motivator are you?”
 • Each participant will assess
    his skill alone
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Specific Objective #31: Management Information System :
To justify the use of MIS for making decision and enhancing quality
of care

CONTENT
Knowledge/Attitudes/Skills

Training/Learning Methods

MIS is a specifically designed
communication system, in which
data are gathered, stored; analyzed
formulated and reported
(See handout 31-1)

MIS Objectives:(See handout 31-2)
1. To create comprehensive data

base to assess coverage and
quality of services provided

2. To provide up-to-date reliable
and complete information of the
program activities

3. To promote data analysis and
use of data among program
management at all levels

Components of MIS
(See handout 31-3)

 • Procedures and
    documentation
 • People
 • Equipment
 • Communication
    (See handouts)

Information needed for:
1. Decision making
2. Change, improve and

evaluate the performance
3. Reporting results
4. Problem solving
5. Feedback

MIS Cycle
(See transparency 31-1)

 • Trainer should divide the
    participants into 3 groups
    (Case Study)
    (See handout 31-4)
 • Each group have to discuss
    the case study and identify the
    problem and solutions for it
 • Presentation of the groups

 • Trainer should show a
    transparency
 • Trainer should ask the
    participants
 • Who needs the information?
    (See handout 31-5)
    - Ministers
    - Directors
    - Departments
    - Individuals
    - Etc.

 • Trainer should ask the
    participants through
    brainstorming about the
    components of MIS
 • Trainer should ask the
     participants why managers
     need information?
 • Group discussion

Trainer should show a transparency
(MIS cycle)
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Specific Objective # 32: Evaluation:
To explain the purpose and concept of evaluation content

CONTENT
Knowledge/Attitudes/Skills

Training/Learning Methods

1. Definition of Evaluation

It is the systematic collection,
analysis and interpretation of data
for the purpose of determining the
value of a social policy or program
to be used in decision making about
the policy of program.

1. Purpose of evaluation

 • Revise work plan
 • Judge success or failure
 • Providing information for
    program management
 • Planning for new or expanded
     activity
 • Making changes in direction

Who should Evaluate?
 • Program managers
 • Donors
 • Policy makers
 • Program staff

“Group discussion”
The trainer should:

 • Ask participants, what does
    evaluation mean to you?
 • Ask participants to recall
    Previous experiences with
    Evaluation
 • Has anyone used or designed
    any evaluation in the past
 • Has your experience with
    Evaluation been positive or
    negative?

 �  What is the purpose of
evaluation?
 �  Each participant should
answer this question and write it
on flip chart.

Through brainstorming, the trainer
will ask the trainee who should
evaluate?
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Specific Objective # 32: Evaluation:
To explain the purpose and concept of evaluation content (continued)

CONTENT
Knowledge/Attitudes/Skills

Training/Learning Methods

Useful definitions

Inputs include human and material
resources.

Process, all procedures clinical and
non clinical in the center.

Outputs product, include human
and material for example trained
personnel or completed files.

Impact
The extent to which the program
has made a long term change in the
attitude, behaviors or health of the
program participants

Monitoring
The process of regularly checking
the status of a program, by
observing whether planned
activities have been conducted and
completed and whether they are
generating the desired change.

The trainer should:

Write these definitions in small
cards, and through discussion
explain the difference between:-
Impact and output

    - Monitoring and evaluation
      input, process output



 38

Specific Objective # 32: Evaluation:
To explain the purpose and concept of evaluation content (continued)

CONTENT
Knowledge/Attitudes/Skills

Training/Learning Methods

What do we evaluate?
1. Knowledge
2. Objectives
3. Equipment
4. Trainers
5. Trainees
6. Process
7. Content
8. Environment
9. Documentation
10. Other

When do we evaluate?
1. Evaluate the information
2. Evaluate at the end of planning
3. Evaluate after organization

(feedback)
4. Middle evaluation Peer
    Internal evaluation
    External evaluation

The evaluations tools
How do we evaluate?
By using:
1. Checklists
2. Questionnaire
3. Exit interview
4. Direct observation

Tell the participants that in order to
summarize all their previous
learning about evaluation, you
would like them to consider five
points about the subject:

 • Why should we evaluate?
 • Who should we evaluate?
 • What should we evaluate?
 • When to evaluate?
 • How to evaluate?

The trainer through brainstorming
should ask the participants what do
we evaluate
-Write answers on the flip chart

Trainer should ask the participants:
When do we evaluate, show
transparency (evaluation process)
(See transparency 32-1)

Through discussion the trainer
should ask the participants what are
the evaluation tools
One participant must write it on the
flip chart
(See handout 32-1)



 39

Specific Objective # 32: Evaluation:  
To explain the purpose and concept of evaluation content (continued)

CONTENT
Knowledge/Attitudes/Skills

Training/Learning Methods

5. Files
6.Client documents
7. Focus group
8. Surveys

What are the steps for evaluation?

1. Planning the evaluation
2. Conducting the evaluation
3. Using the result
(See handout 32-2)

Divide the participants into small
groups to work, on the following
task:
1. Designing overall evaluation

form for this training of
Management.

2. Share your design with the
other groups for feedback and
additional ideas

3. Agree on one final design
4. We will use this design as our

final evaluation for this
workshop

5. Ask the following questions
about the experience of
designing an evaluation form

Evaluation process
(See transparency 32-1)

 • What did you find difficult
     about the task?
 • What would have made it

         easier?
 • Initiate discussion about the
     form itself by asking for each
     question:
 • Why are you asking this
    question ?
 • What new information do you
    hope to get from this question?
 • How will you use this
    information ?
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Specific Objective # 32: Evaluation:
To explain the purpose and concept of evaluation content (continued)

 

CONTENT
Knowledge/Attitudes/Skills

Training/Learning Methods

 • Pass out evaluation sheet for
    each participant to evaluate
    the workshop (training)



Handouts



Handout 2-1

MANAGEMENT  NEEDS ASSESSMENT FOR
WORKSHOP PLANNING

                                                           

Please be as complete but concise, and precise as possible.  

As Center Manager, the areas of management I would like to learn about or improve is/are:
1.....................................................................................................................................................….
………………………………………………………………………………………………………
2.....................................................................................................................................................…
……………………………………………………………………………………………………...
3.....................................................................................................................................................….
………………………………………………………………………………………………………
4....................................................................................................................................................…..
……………………………………………………………………………………………………...
5....................................................................................................................................................….
……………………………………………………………………………………………………...
6....................................................................................................................................................….
……………………………………………………………………………………………………...
7....................................................................................................................................................…..
………………………………………………………………………………………………………
8..........................................................................................................................................................
..............................................................................................................................................………..

Other:................................................................................................................................................
............................................................................................................................................................
............................................................................................................................................................
............................................................................................................................................................
............................................................................................................................................................
.........................................................................................................................

(Make a +sign under the level that better represents your strength)
My strengths as a manager are:

In Planning,
                   
                                     (Levels)     Very strong        Strong        Adequate        Must Improve
1. Assessment of client’s needs......................................................................................................
2. Assessment of my personnel skills..............................................................................................
3. Assessment of my personnel potential........................................................................................
4. Retrieving information...............................................................................................................



                                                       Very strong        Strong       Adequate        Must Improve    

5. Developing objectives................................................................................................................
6. Sharing objectives with personnel..............................................................................................
7. Developing Mission, Goals and
    Objectives with personnel..........................................................................................................
8. Developing written program......................................................................................................
9. Sharing developed program
    with personnel...........................................................................................................................
10. Developing program with
      personnel ................................................................................................................................

In Organizational Development,

1. Knowing each employees present skills
    and abilities...............................................................................................................................
2. Defining training needs..............................................................................................................
3. Developing a Management
    Information system  (MIS).........................................................................................................
4. Using a MIS..............................................................................................................................
5. Setting performance norms......................................................................................................
6. Sharing performance norms
    With personnel..........................................................................................................................
7. Developing performance norms
    With personnel..........................................................................................................................
8. Developing tools to control
    quality of care provided............................................................................................................
9. Having client feedback..............................................................................................................
10. Developing logistics system....................................................................................................

Other.................................................................................................................................................
............................................................................................................................................................
   
                                                  Very Strong       Strong        Adequate        Must Improve        
                  
In Activity Implementation,

1. Managing my time.....................................................................................................................
2. Managing the time of others......................................................................................................
3. Designing work plans................................................................................................................
4. Controlling work plans...............................................................................................................
5. Using data.................................................................................................................................



                                                       Very Strong       Strong       Adequate       Must Improve

6. Insuring stock management........................................................................................................
7. Regular reporting ...................................................................................................................... 
8. Asking for feedback..................................................................................................................
9. Communicating with personnel..................................................................................................
10. Communicating with other Directors........................................................................................ 
11. Communicating with Community............................................................................................
12. Using Communication Skills....................................................................................................
13. Using Observation Skills..........................................................................................................
14. Supervising personnel..............................................................................................................
15. Training personnel on the job..................................................................................................
16. Using budget as a monitoring tool............................................................................................
17. Monitoring activities................................................................................................................
18. Assessing facility status............................................................................................................
19. Insuring client follow-up..........................................................................................................
20. Managing people.....................................................................................................................
21.  Searching to improve quality of
      Services to the client................................................................................................................
22. Solving
conflicts………………………………………………………………………………...
23. Acting as a leader……………………………………………………………………………….
24. Team
building…………………………………………………………………………………...
25. Evaluating ……………………………………………………………………………………...
26. Using quality
tools………………………………………………………………………………

Other.................................................................................................................................................
............................................................................................................................................................
...........................................................................................................................................

Suggestions on how to make this workshop the most useful for you:
............................................................................................................................................................
............................................................................................................................................................
............................................................................................................................................................
............................................................................................................................................................
............................................................................................................................................................
............................................................................................................................................................
............................................................................................................................................................
............................................................................................................................................................
......................................................................................................



Other suggestions and/or remarks
............................................................................................................................................................
............................................................................................................................................................
............................................................................................................................................................
............................................................................................................................................................
..............................................................................................................................



Handout 6-1

THE USE OF “WHERE ARE WE”
IN TRAINING

During the course of a training day, many things happen to each
person. Some are common and recognized by everyone. Others are quite
individual, for the events of the training relate in a specific way with each
individual’s past experience.

From time to time, problems may arise which may interfere with
the progress of the individual or of the group. Or, an individual, in
resolving a conflict, may have gained new insight into the course, his
work, or the group relationships.

We know that all of these experiences have the potential to
interfere with the individual or group learning experience if they are not
resolved. They also represent a treasury of valuable resources which can
be used to enrich the training for everyone-if they are shared.

To give everyone the opportunity to profit from these “second
thoughts,” or  deeper insights, we will begin our daily session with a
period we call, “WHERE ARE WE?” or “Learning Issues.” Each member
of the group may share with he others, so that he/she approaches the new
day’s work free of unresolved and distracting difficulties, and having
received the benefit of other member’s experiences.



Handout 7-1

THE USE OF “REFLECTIONS” IN TRAINING

During the training day, many things happen to each person. Some are common
and recognized by everyone. Others are quite individual, for the events of the
training relate in a specific way with each individual’s past experience.

From time to time, an individual may have gained a new insight into the course,
or work. Or problems may arise which interfere with the learning of an
individual or of the group.

As the participants leave for the day, they have different small group or
individual experiences, all of which have some influence on the training. Some
may be discoveries, others may be questions which come up after thinking
about the day’s work.

These experiences are a treasury of valuable resources which can be used to
enrich the training for everyone if they are shared. They also can interfere with
the individual or group learning experience if they are not discussed.

To give everyone the benefit of  these “second thoughts,” or  insights, we will
end our daily session with a period we call “Reflections.” Each member of the
group may share with all the others, so that he or she ends the  day’s work
without distracting and unresolved difficulties, and has the benefit of other
member’s experiences.

Reflections is an opportunity to give feedback to the trainer to modify the
training session. Reflections also provide a time to summarize the day’s
activities.

Suggested questions:
 • What helped your learning today?
 • What hindered your learning today?
 • What did you like about today? How did you feel about it?
 • What didn’t you like?
 • Anything you will be able to use?
 • Anything anyone wants to say before we leave?



Handout 8-1

Is It Communication

Is there communication?
Yes? No? We don’t know? Why
Read each of these interactions and decide for yourself

1. In the night a child cries. His mother hears him, awakes and goes
to him.

2. In the night a child cries. His mother sleeps on.

3. In the night a child cries. His mother sleeps on, but the neighbor
wakes up hearing the cries.

4. Someone watches a traffic light change from red to green.

5. Someone watches a traffic light change from pink to blue.

6. A dog growls at another, and the other dogs run away.

7. A villager looks at a poster with a skeletal face, which says “AIDS
Kills.”

8. A doctor tells his patient that she wouldn’t have AIDS if she
hadn’t been so promiscuous.

9. An AIDS educator explains on a radio program the importance of
getting tested early for HIV, and a caller phones to ask the
location of the newest testing site.

10. Mrs. C. tells her husband, who is watching the World Cup on TV,
that she and her baby have both been diagnosed with AIDS, and
the husband replies, “That’s nice dear.”



Handout 9-1
 

Rules of Feedback

To give: Ask permission from the receiver
Be clear
Be short
What you saw/observed/heard
Be timely (Immediate)

No Judgment (Why?)

To Receive: Listen
Ask clarification
Ask for suggestions

No Justification or Reply unless asked for























Handout 14-1
 

THE SELF AS A COMMUNICATION SYSTEM

HEAD: held straight

NECK: not rigid

FACE: expressive, smiling, eyes looking at everybody

SHOULDERS: backward, at ease

BODY: limber/supple

LEGS: not fixed, entire body moves gently toward each person in
group

HANDS: talking gently in conjunction with voice fluctuation and tone

ARMS: not stuck to the body, open and accompanying voice

VOICE: clear, loud enough, modulated, with pauses controlled speed









































Handout 31-4

Case Study

Dr. May Hadidi, the CPP Center’s Manager at Al-Bashir
Hospital received the monthly status report from the data-
entry clerk for the month of April 1997. The report indicated
that the No. of “New Users” of the FP services at Al-Bashir
CPP center was less by half the number that was indicated
by the month of March 1997 Status Report.

Dr. Hadidi called for a meeting of all the service delivery
staff to find out why there was such a result for the previous
month.

Dr. Hadidi opened the meeting by presenting the Status
Result of the month of April 1997 and compared it with the
month of March 1997.
She also added:
“Does any one have any ideas why there is such a difference
of achievements between the two months?”

“Have you noticed any problems with the service delivery
system at the center?”

Can we help Dr. Hadidi in finding out what the possible
reasons are in order to solve out this problem.









Transparencies
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